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[00:00:02]
TW:

TRANSCRIPTION

Today is Thursday, May 19th, 2022. My name is Todd Welch from the Merrill-Cazier Library
Special Collections and Archives. This afternoon I am interviewing LaLine Ray, Computer
Technician for the Library Information Technology Unit at the Merrill-Cazier Library. This is
another oral history interview for the Covid Collection Project.
Good afternoon LaLine.

LR:

Hello.

TW:

So, let’s start by asking you when you started your career at Utah State University, and what are
the various positions you’ve served in during your USU career?

LR:

Originally, I started at Utah State as a student in 2003 roughly. 2002-2003 getting a second
bachelor’s degree. I ended up not finishing that because of some family issues. But I started out
as a student. And the next year I was hired on at the Center for Persons with Disabilities,
working in their library, their family resource library in their Outreach Department. And I
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worked there part-time for three years and then I moved full-time. And I worked there ‘til 2009.
And that was about when they were having some reduction in staff. So, I left the university. I
had been working on project that was a collaborative project between the CPD and CAPSA. And
CAPSA didn’t want me to leave that project. So, they hired me to continue the project with them.
So, I worked with them for nine years. Nine-ish years. Well, the project itself total was nine
years. So, first year or two was here while I was still working at Utah State. And then I worked
for them for a while. And then I came back to Utah State in January of 2017.
[00:02:04]
And this time, I was hired on as the computer technician at the library.
TW:

And so, when we’re talking about computer technician, what are the roles and responsibilities and
duties that are entailed in that position within the Library Information Technology unit?

LR:

My main task is to be the front-line support person for all of the staff, and the staff machines, the
technology that staff use. So, anytime someone has an issue, they call me first. And then I go out
and I troubleshoot. And I do my best to make sure that their technology is going to work for
them.

TW:

And, you know, I know there’s a ticket system for folks. And not all of them use it because I
know I don’t always use it. But if we were to refer to a ticket system, how many requests
generally in a given year does the Library Information Technology receive, or that you yourself
work on? And you can estimate.

LR:

Well, our current ticketing system we did not start until after Covid had already started. So,
we’ve really only been using it for just over a year. So, I’m not entirely sure the full years’
worth. But on average, I would say I usually get between three and four tickets a day, average.
Some days I’ll get a lot more than that. And some days I don’t get any, so.

TW:

Okay. And besides the ticketing system, you do have other projects that are assigned to you. Can
you give us a flavor of what those types of other projects could be? Just run of the mill.

[00:03:57]
LR:

Yeah. A lot of times if we’re buying new machines, new equipment, I’m the one who’s in charge
of getting all that new equipment set up and ready to go and then swap it out for the old
equipment. I’m also in charge of all the inventory for our computers and technology that is
required to be tracked the state and by Utah State, and also by the library.
I also help out with other projects in our department when there’s other things going on. For
instance, we recently updated the ILLiad server. I don’t work with the server, but I do work with
the clients. So, I do help with the computers on the client end of that and different things like
that. There’s lots of different moving parts in our department, so.

TW:

And I forgot to ask this earlier, but are you the only computer technician that the Library
Information Technology unit has?

LR:

By title, yes.

TW:

Okay.
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LR:

I am. We do tend to try to overlap our tasks when we can in order to make sure that if, you know,
one of us is not available, somebody else can cover for them. So, even though I am the only
computer technician, other people can do parts of my job. And I can do parts of other people’s
jobs. But, yes, I am the computer technician.

TW:

And if you could think back to, you know, the fall of 2019/early part of 2020, before the outbreak
and all of the stuff that we had to do in response to the pandemic moving forward. But preCovid, can you think of some of the major initiatives and projects that you and the Library
Information Technology unit were working on?

[00:05:59]
LR:

Earlier in 2019 was the first time that inventory had been assigned to me. Utah State had just
started – during the 2019 year is when we were told by the legislature that we needed to track all
of our computers for the inventory. And so, 2019, a lot of that was getting prepped for that and
getting all of that information into the database that Utah State uses for the inventory. So, that
was a big one, just getting that ready to go. And I did spend a lot of time on that.
We were also discussing a ticketing system. And we had been testing a few different things,
different software and things like that, trying to find one that we felt would work for us. We were
doing okay managing the requests that were coming in, but we needed a better way to track the
amount of time we were spending and what types of requests we were getting. And just how well
we were working as a department. So, we were looking pretty heavily into that kind of thing.

TW:

So, news out of China in late 2019 of a virus which soon spread to other countries around the
world and arrived in the United States in late January of 2020. What were your first memories of,
or when did you first learn of the potential that Covid might have on USU operations?

LR:

I remember Todd brought it to our attention during one of our meetings. Todd and Garth
mentioned it. That, you know, this is one of those weird things that is happening. And we’re just
supposed to start thinking through what do we do if it comes to Utah State? You know, let’s start
thinking about different ideas. And we had, as a unit in the year previously, we had talked about
how many of our jobs could we actually do remotely?

[00:08:06]
That was something that someone had already asked about for other reasons. Not because of a
pandemic, but. And so, we had already kind of discussed what types of jobs could we do from
our department that are remote? So, when this came to mind, we actually started – we were each
asked to just jot down the tasks that we had that we felt we could do remotely and the tasks that
we needed to be in building for. So, we had already kind of started mapping out what we can and
can’t do. And then we just kind of set that aside until we waited to see what was going to happen.
But we at least had an idea on it.
TW:

Do you remember some of the things that you knew you could do remotely verses some of the
things that you knew you had to be in the building to do?

LR:

There was a lot of stuff with the inventory. I had already gone through and scanned all the
machines. So, I knew what was there. But I hadn’t had time to finish putting it all into the
database. So, there was plenty of database work I felt like I could do from home just fine using
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documents that I had kind of scrambled together. I knew I could put that all into the database
pretty easily.
We were just getting ready to purchase a whole bunch of computers in order to swap out staff
machines. That I knew was going to have to be one that I needed to be in building for. So, that
was probably the biggest one for me to be in building.
A lot of the troubleshooting tickets that I did were ones that I felt like I could do remotely as long
as I had a decent way of being able to communicate with the individual. A lot of the tickets that I
was getting at that time were fairly simple. And it was just a matter of walking through different
steps in order to help people solve their problems, so.
[00:09:57]
TW:

So, with Todd and Garth starting the conversation with staff members from the Library
Information Technology which I’m going to call LIT from now on, what exactly were those early
discussions amongst the LIT unit about how and what you would do as far as the division of
labor? Who would work remotely? Who would work from home, or who would work here
verses remotely? Give us kind of an indication as to how that all kind of was laid out.

LR:

We didn’t really have any formal conversations. It was kind of a, well, let’s see. The
programmers can probably work from home okay-ish because, you know, they don’t really have
to talk to anybody. I just kind of, I didn’t, honestly didn’t pay a whole lot of attention to what
else the unit was doing on that regard because I knew that I wasn’t probably going to end up
being at home just because I’m the only person in the department who’s not professional level.
I’m hourly. And so, it wasn’t even an option in my understating for me to be able to work from
home. Plus, as the front-line support person, I’m kind of the face of the unit. I’m the one who
talks to most people. So, I just assumed that I would be here the whole time. So, for me, I kind
of looked at some of the other people in department, thought, well, they will most likely be going
home. And that’s fine. I’m fine staying here and working through it, so.

TW:

You do a great job being the face of LIT. So, my next question is, it was determined that classes
at Utah State University would move to remote online as far as a mode of instruction for the
remainder of spring 2020 semester.

[00:12:04]
The Merrill-Cazier Library also restricted access to the building to just the first floor. So, the
second through the fourth floors and the lower level were closed off. All of staff, all the faculty
were asked to go home and work from home. How did that impact you as the computer
technician front face for the LIT unit?
LR:

Well, it kind of turned into something that I was not expecting because I had gone on vacation
just before this happened. And I was traveling. And I happened to be in the airport where it was
first found in Denver. So, when I got home, I had a note from Garth saying, ‘Talk to me before
you come to work tomorrow.’ So, I called him. And he said, don’t come in. They said you can’t
come because you have most likely been exposed in some way. We don’t understand how this is
all working. So, they just say don’t come. So, I was like, okay.
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So, I was home. I happened to have a laptop with me. So, I worked on my laptop that day and
was in communication with Garth. He was getting whatever information he could for me. And
basically, I was just doing troubleshooting via my laptop for that first day. The second day he
said, nope, you have to stay home. But here’s the thing. I know trying to do some of this work
on your laptop is a little bit more difficult. So, we’ll make sure that we can get you some
equipment. So, by the end of that day, Margaret brought my desktop to me. And the following
day, Aaron brought my chair and the rest of the stuff for my desk. And I was pretty much told by
the third day that, nope, you are home.
[00:14:02]
You will be working from home. And you will be running all of the troubleshooting that you
possibly can from home while Margaret and Aaron took care of all the physical stuff in getting
people out the door. But that their biggest concern was that they didn’t want me, who might have
potentially been exposed in any way, to come into the building until I had had a chance to
quarantine, at least. And they were also concerned about some health issues that I had had, that
that might also influence what was going on. So, they wanted me to at least make sure that I
stayed home.
So, the very beginning it was a huge influx of, okay, everybody’s trying to move their stuff home.
Now we have to troubleshoot stuff from home which is a lot different from troubleshooting in the
library. In the library, I know what systems we have. I have no idea what systems they have at
home. So, that was a bit of a challenge trying to get that organized and ready to go for that
portion.
TW:

And so, it was a challenge. But you were able to meet the challenge and be able to provide
service where you were able to provide service. It sounds like you had some colleagues that were
in the building that could help. The check-out system, the inventory system, so, was Aaron and
Margaret recording inventory tag numbers and doing the furniture check out? Or how did that
work? Because you had mentioned earlier that you were in charge of the inventory system.

LR:

Yeah. With the inventory, at the end of 2019, pretty much all we were doing was just
documenting what we had. When it came to moving things out of campus, off of campus, all we
really had was a piece of paper, a form that we would have people sign out and put their
information on.

[00:16:07]
And it wasn’t all that great of a system. It was really easy to lose those papers. So, Aaron and
Margaret were doing their best to take care of that. We usually only used them for laptops. We
had never used them for desktops or other kind of equipment. And so, we kind of had to adapt
that. And Margaret and Aaron did the best they could to get those filled out as best they could.
And then they were trying to get them scanned in so that they could send them to me so that then
I could add them to the database. But that was a very difficult step. It was very hard for them to
keep track of everything that was going out as quickly as it was going out.
So, we had quite a few things that fell through the cracks which was one of those things that we
learned along the way. That because of how quickly we had to move on this, we just didn’t have
all of the things, all of our systems set up to be able to adapt as quickly as we needed to. So, that
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was actually a discussion that we had early on of, okay, everybody start taking notes of what is
working well and what is not working. And we need to come up with a way of making this work
better. So, we all started documenting things as quickly as we could along the way whenever we
had a chance. And I know that that was the inventory part was a huge part of that as paper did
not work. We needed to have things digitized in order to be able to track things properly.
TW:

And so, everybody tracking, you know, what worked well, what wasn’t working, maybe in
between, was that material for LIT unit discussions? Did you build agendas or projects to start
working on improving some of these areas where there were either hiccups or things weren’t
working?

[00:18:00]
LR:

Yeah. Usually during our unit meetings, we would kind of do just a quick round robin type thing
and say, okay, what worked well? What did you see that went well, and what didn’t go well?
And then, we would each share what was going on with our portion of our workloads and how we
were making it work. And then, we would all kind of brainstorm on, well, okay. Here’s an idea.
Let’s try this next time. Or, maybe this would actually work better with this person’s workload
instead of this person’s workload. And so, we tried to be as dynamic as we possibly could with
sharing the workload amongst our entire team.
And so, it was interesting because there was a lot of times when Aaron was doing my job and I
was doing his job. And then Margaret would end up doing part of my job and I would end up
doing part of her job. And we kind of, it just kind of felt like we all had the same job after awhile
because we just did whatever needed to get done. Whoever was available and could do it, we did
it. And I felt like that worked really, really well because we focused on communicating with each
other every day informally, and then every week as a unit. And then, I don’t know. I think we
just did an excellent job of communicating. That was probably the best communicating I’ve had
in a job for a long time. And everyone knew that you could ask anybody else. And if they were
available, they would take on whatever you needed them to do. If they weren’t available, then
they’d say, nope, I can’t do it right now, but, you know, in an hour. And so, that’s kind of how
we did it was we just staggered whenever we could whoever could do stuff. And I thought it
worked really well. It was really nice to have. Garth was also quarantined at the same time I
was.

[00:20:00]
And he kind of took on the big role of making sure that the communication took place. So, he
was always making sure that we were connecting back and forth and that we all knew what was
going on. And I think for me, it was extra nice to have him in that place, in that position because
I could trust that he was getting the information that I needed from admin and from the university
and passing it onto me so that I didn’t have to think about it. All I had to do was focus on what
my job was and what my team was doing. I didn’t have to think about what USU was doing, or
what the rest of the world was dealing with. I could just focus on my job.
TW:

How often did the LIT unit meet like that? Was it once a week as maybe I’ve heard? Or was it
more often as needed? I mean, what—
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LR:

We started out every other week. And then, we kind of, it was more of a once a week. But
really, I think I talked to everyone on our team at least once or twice a day. Sometimes we’d
have two or three of us on a call at once. Sometimes it was all of us all at once. Sometimes, it
was just one or two of us. It really didn’t feel like I was at home as far as the communication
went. It felt like I was still in the building. You know, every time someone walks by, you can
stop and talk to them. That’s how we worked with the communication is anytime we needed to
talk to someone, we either used Slack or we would call. And so, we were just right online with
each other the whole time as often as we possibly could.

TW:

And I forgot to ask this a little earlier, but were the nature of the requests, the ticketing system, if
you will, were they pretty much the same kind of run of the mill questions that you got before
Covid? Or were they different questions due to the fact that people were working remotely and,
like you said, different set ups, different systems?

[00:22:05]
What was the nature of the kinds of tickets and requests that you got? And were they different
similar?
LR:

The first two or three weeks, they were a little bit different mostly because it was a lot of how to
get connected, a lot of that networking issues. You know, I don’t know what routers everybody
has at home. I don’t know what internet provider they have. You know, I don’t know what speed
they have, any of that kind of thing. So, we had to rely a lot on the staff knowing their own
equipment at home and what they could and couldn’t do with it. So, there was that.
We did have to look up quite a few things like that and try and troubleshoot for them. Trying to
work with different internet providers and to find out, you know, what can they do and what can’t
they do. There were people who didn’t have that great of internet. And so, we had to look at,
well, what can we do to help with that? Can we improve things just by tweaking their system or
doing something like that? Or, do we actually need to look at getting them something beefier? I
know there were a couple of people who were able to get, I believe it’s called a communications
stipend in order to increase their internet a little bit better, pay for a better internet connection, or
to get equipment that could help them with that.
I know we also were researching different software and different things like that that would take
less bandwidth. We were coming up with all sorts of tutorials along the way of how to help their
computers run faster and more streamlined so that it wouldn’t hog the bandwidth as much. We
were also trying to – we had recently started the Slack as a means of communication.

[00:24:01]
And so, there were still people who didn’t know how to use it. So, we were coming up with
tutorials on how to use Slack, how to use some of the other software that we had, how to get
signed in through the VPN and what services they needed for that. Not very many people even
had known about the VPN up until that point because there weren’t as many people who needed
laptops or were working remotely and needed to be able to get into the USU network. So, we
were doing a lot of tutorials on that as well.
So, that was probably the first two-three weeks, a lot of the tickets were answering questions like
that and then working to get those tutorials up and ready so that as more of those questions came
USU COVID-19 2022: LALINE RAY
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in, I could say, okay, here’s a tutorial I just finished. Go through this tutorial and then you’ll
know how to solve this issue for you. So, we were trying to get as many tutorials as we could
into a central location so that people could learn that along the way. And that seemed to help
with people, especially people who weren’t used to working off campus.
TW:

Within the LIT unit, did LIT, did Garth and Todd devote a little bit of time weekly, bi-weekly for
a socialization period? You know, did they put a meeting together on Webex and invite people to
come and just talk about what’s going on in their world and socialize a little bit? Because other
units in the library did do that.

LR:

Nothing formal. A lot of times, just in our regular meetings or conversations we would socialize
and talk about different things. They were very, very good about encouraging us to take extra
breaks whenever we needed to especially, you know, to get out and walk. That was one thing
that they noticed real quick is that when you’re working from home, you’re not going up and
down the stairs or walking to and from departments nearly as much.

[00:26:01]
And so, you just kind of feel really sluggish when all of a sudden, this day-to-day exercise isn’t
even happening. So, they really encouraged us to make sure that we were getting outside and
walking whenever we could. For those of us who have pets, which I do, they were encouraging
us to make sure that we were spending time with our pets and taking them out walking and doing
whatever we could with that. They said that we could have, you know, extra time during the day
if we needed to. To take mental health breaks whenever we needed to. Go outside and putter
around in the garden or do whatever we needed to just to make it a little bit easier on us and to
kind of give that feeling of socializing or not being tied into work continually. To, kind of, give
that extra break of, you know, a mental break, physical break from what we were doing. They
were very, very good about that.
As far as the socializing, yeah, that was just part of our – I mean, that’s always been part of our
normal conversations in meetings anyway, so.
TW:

So, the decision in June of 2020 was that the students who had left the second half (most of them
left) the second half of spring semester 2020 were returning for the fall semester. And there were
going to be some classes face to face. And I know that I’ve talked to people that have had, you
know, mask mandates and social distancing and seating charts at least the second year. But,
anyway, ways in which we could manage a possible outbreak and let people know that they could
have possibly been exposed to the virus. Did LIT that first full year, like the rest of the library,
also continue to work remotely? Or did you guys work some kind of schedule out so that there
was one person one day of the week here the whole work week?

[00:27:58]
LR:

It kind of depended on the situation. Garth, because of his family situation, he stayed home.
Because of some of the health issues I had, I stayed home. Aaron was in here the whole time. He
came in every day. They asked him to stay home a couple of times and he didn’t want to. So,
which was actually kind of nice for us because that meant that we always had a consistent person
here that we could fall back on if we needed to. And so, that kind of made it so that we didn’t
need to stagger our schedules as much as I think other departments needed to.
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I know Margaret came in off and on depending on what her schedule was like, and Todd. Todd
was here quite a bit. But I know he tried to stagger his schedule a little bit as well. We did have a
student worker. And he came in all of the time, as often as he could because he wanted to get in
as many hours as he could. So, he was here a lot of the time too. So, between him and Aaron, we
had a pretty constant presence in the building which, so, for those moments when there was
something going on with technology in the building that needed help, I could always contact one
of them and they could be my legs for me basically and take care of the things that were going on,
so.
TW:

And communication, you know, at the university level, the Covid Taskforce, the various spinoff
committees, library administration, Garth and Todd Hughey, how was communication about what
the university was doing with policy and protocols related to Covid, but also just general
operations that first full academic year? So, we're talking about fall 2020/spring of 2021. How
do you feel that that went?

[00:29:59]
LR:

I thought it went pretty well. We got stuff from exec admin quite often. Sometimes it would
come at times when I was too busy to really pay attention to it. But I didn’t worry too much
about it, again, because Garth was very, very good about making sure he understood all of it and
that he could let us know in his own words how it was going to work which was really nice
because then he could put that in. Any meeting that we had, he would just remind us of the
different things that were going on. So, I never felt like I was out of the loop on anything because
he – one of the things that I know he focused on was, since he couldn’t physically be here, he
wanted to support us as best he could. And he felt like that communication was a big issue. So,
he really made a big effort on that.
And for me, I was really grateful for that because it’s really easy for me to see an e-mail, read it,
and then immediately forget it. And so, to have him be always reminding me of, okay, this is
what they told us. This is what we need to do. That was really helpful to actually have that as a
conversation with him. And Todd did the same. So, with those two in particular, that was really
nice to be able to have conversations with them. And then, it was nice to have the e-mails and the
other things that I could go back and refer to when I needed to. But I know for me, whenever I
got busy, it was just a lot easier to have a conversation rather than trying to read something. So, I
thought it went pretty well.
There were a couple of times when I would ask Garth about things. And he’d say, ‘I haven’t
heard anything new.’ And that was mainly from USU itself. Not necessarily from the library, but
from USU admin. I mean, we had the website which was great. That was really helpful. But
sometimes you’d feel like I just need just a little bit more information to know exactly what’s
going on.

[00:32:00]
So, I felt like that maybe sometimes was a little slower than I would have preferred. But I know,
I mean, you, kind of, restricted with, you can only share what you actually know. And if you
don’t know anything, then there’s not much to share, so.
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TW:

And another thing that a lot of, I know library administration talked about this. But a lot of the
library units also tried to build in some training time so that, you know, whether it was the – I
can’t remember the name of the license that we have that you can go in. You can do the tutorials.

LR:

Like, the LinkedIn Learning.

TW:

LinkedIn Learning. And so, did LIT work on some kind of training or build in a little bit of
training for each one of the members of LIT? It doesn’t have to be something big or professional
environment wise, but maybe more for certain skill building or project management building.
What did LIT do?

LR:

We did. We had the Lynda.com for a while and then I switched over to the LinkedIn learning.
And we did have that available for all of us that we could go in. I think, if I remember correctly,
Todd asked us to actually go in and identify two or three things that we wanted to focus on. So,
we all did that and made sure that we had something that we could, you know, okay, I have some
downtime. I’ll go work on some training. And we’d have something already ready to go. We
did that.
And I know Garth wanted us whenever we did something like that to just have a brief summary
of, okay, I did this training and this is what I learned. And this part would be really great for
other people in the department to learn. Or, you know what? This really didn’t focus on what
we’re doing in our department, but it was interesting. So, you can take it if you want, but it might
be better use of your time to do something else. You know? So, we kind of, did a little reporting
system there. A lot of that though, we tried really hard to do it at the beginning. And we tried to,
kind of split it up throughout the time.

[00:34:02]
But we learned really quickly that because we were trying to cover everybody’s jobs, we actually
were really quite busy. And so, having downtime, we may, we might have a little bit of
downtime, like, 15-20 minutes at a time. But we didn’t have enough time to actually do, like, a
full course or anything like that. So, most of the time, the trainings that we did were usually very
short videos or short articles that we would read and report on. We – it – the LinkedIn Learning
was great, but most of those courses are a little bit longer. And we just didn’t have the time to do
those.
TW:

So, the second full year of the pandemic, so, we’re talking fall of 2021/spring of ’22, the state
legislature had passed some laws that actually removed the mask mandate. I know the university
went from masks required to masks encouraged signage. Social distancing was a slackened. I
know that a lot of the classrooms moved to a seating chart so that they could – hopefully
everybody signed up and said, this is the seat I’m going to sit in. So, if there was a possible
exposure, they could inform other folks.
But another thing that was going on was we were moving faculty and staff in a library back into
the library, and not work remote. What was that experience like for you and your LIT colleagues
that fall of 2021 as far as discussions? And how did you guys – did you pick a day and
everybody came back? Did you stagger and work 60 percent from work and 40 percent from
home? How exactly did LIT return back to work?
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LR:

Well, we had to have that conversation much earlier. We had it in the spring because we were
purchasing a bunch of new computers to swap out for the staff machines.

[00:36:01]
It was time to do that rotation. So, in April, is probably when we started having that
conversation. And as I said, Aaron was already here every day. So, he was able to take care of a
lot of the stuff that was going on here. And Margaret was in and out depending on what day. I
think she came – I don’t know for sure, but I think she was in, maybe, once or twice a week, and
then the rest of the time remote. So, she would help him with whatever at the time. And then,
that was pretty much it. Our student worker was here depending on whether he was taking
classes or not and his schedule.
So, part of the problem though with ordering those new computers is we got them and they had to
sit for a long time. And so, they weren’t getting into the inventory. They weren’t being
deployed. They weren’t getting ready. And that, for me, was very frustrating because that’s my
job. And so, I was getting a little bit antsy. And I requested to come back to the building early.
They didn’t want me to come back until August with everyone else. But I requested to come
back early just so that I could get those computers taken care of.
So, I came back in June. And I was initially going to come back just two days a week. But that
only lasted the first week and then I was just here full time after that because there was just too
much to do. And it was just so much easier to make sure that I was taking care of it while I was
here. So, in June is when I came back. And that actually took a little bit of pressure off of Aaron
as well because then I could go back to doing the troubleshooting at the same time. The in-house
trouble shooting. So that he could get back to getting his classrooms ready because he was in
charge of the classrooms and making sure that the classroom equipment was ready to go. A lot of
the equipment we had actually taken from the classroom to send home with people.
[00:38:00]
And so, he needed to be able to spend that time getting those classrooms put back together. So,
June and July, I was pretty heavy on getting all of those machines out. A lot of people had taken
their desktops home, or had taken classroom computers home. So, it was actually really nice to
be able to have these brand-new computers. I could get them all set up and ready and put on
people’s desks and have them ready before they even came back to the building. So, that was one
of my big tasks in June and July was to get those taken care of.
Then we started trying to stagger our schedules a little bit more. It sometimes worked.
[Chuckles] It just depended on how busy we were and what we were working on. So, we didn’t
really have anything formal. It was more of a, okay, I’m going to work from home tomorrow, but
I’ll be here the next day kind of a thing. We didn’t really have a set schedule. We just kind of
worked with it as best we could.
As far as having staff coming back, that became a whole ‘nother project because we had to
schedule when people were going to be able to bring their equipment back for us. All of the
equipment that was coming back, if it was someone who had just received a brand-new computer,
then I needed to schedule a time when I could pick it up. And then, I could take it back out to
LIT, get it wiped, get it repurposed and set aside. Usually, we take these staff machines, the older
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staff machines – when we give staff a new machine, we take their old one. We re-purpose it for a
student worker. And so, I had to make sure that I had enough of those machines coming in that I
could swap for the student machines and make sure that the students had the equipment that they
needed in order to do their work as well.
So, scheduling when people were going to bring their machines back, when they were going to be
coming back to the library, being able to get those machines, get them wiped and repurposed and
ready to go and out to the students. [Chuckles]
[00:40:08]
Normally, all of that would have been taken care of during the summer. I would have done all of
those swaps during the summer. But because of the nature of people coming back at different
times – and then, some people just never wanted to bring their computer back because they liked
being able to work from home. And they were worried that we would get sent back home. So,
why bring it back if they’re just going to have to take it back home. So, I actually ended up with
a shortage of computers. And I couldn’t get the swaps done. And so, doing the swaps lasted all
the way into January/February of this year trying to get everybody’s machines back. So, that
became a bit of a nightmare trying to do that part. That was very difficult to work through
because we have that very carefully planned into how we do things in order to mitigate as much
interference, especially in the student work schedules as possible.
So, we always try to do that during a break, either the summer break or the Christmas break and
we ended up having to do it throughout the entire fall semester which was kind of frustrating.
And I know it was a little bit frustrating for the unit heads and the students as well because they
never knew what computer they were going to be working on the next day, if it was going to be
swapped out or not. And we couldn’t get an entire unit done in one day because we didn’t have
the machines to do it. So, that was a bit of a nightmare trying to do that.
TW:

So, Covid is a big catalyst for change. It’s created all kinds of changes in people’s professional
and personal lives. I’m wondering if you could identify some of the things, processes,
procedures, protocols that the Library Information Technology unit had to change because of the
Covid pandemic that you feel will probably become permanent change in just the way you
operate moving forward long after Covid is gone. Could you identify one or two things?

[00:42:11]
LR:

Yes. Inventory is a big one. Because of that nightmare that we had trying to swap out machines
and everything, and tracking all the machines that had been off campus, that all we had was
pieces of paper telling us where they were. And we couldn’t be sure that everything had gotten
marked down or not. We ended up, we had quite a few discussions on this and we’ve spent quite
a few hours creating a database tracking system for ourselves that we can use as a back up to the
Utah State database that we have to report to.
The Utah State database does not track all of the things that we need to track as a library. So, we
needed to have two different ways of being able to track that. And in particular, the off-premise
forms we felt we had to have digitized because trying to work with those paper forms was just
very, very difficult. And it was hard. We couldn’t get signatures from people. We couldn’t get
the signatures from their supervisors. And so, it was really frustrating to get that all taken care of
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according to policy. So, there was quite a chunk of the equipment that just did not, was not done
properly simply because that, trying to work with paper was very difficult.
So, we worked really hard on making sure that we could make a digital off-premise form that
would still be okay with the rest of Utah State. Risk Management gave us the go-ahead to use it
the way that we designed. They’re still using paper. But we felt like at the library, we had to do
something beyond that. So, that’s what we’re doing.
[00:44:00]
And they did say we could go ahead and do that as long as we had certain criteria in place and
that it was taken care of. So, Garth did the programming on that, made it work. So, that’s
probably a big, big one, especially for me since that’s a big part of what my job is, is doing the
inventory.
And then, the other thing was our ticketing system. Making sure that we actually got a ticketing
system identified and up and running. And we’ve been using that for over a year now. Training
people in how to use the ticketing system, how to contact us, how to get the information that they
need to us so that we can use that. The ticketing system has been a huge help in, number one,
making sure that we’re not missing things, that things don’t fall through the cracks, that we’re
taking care of people as they need to be taken care of. And also, so that we can see just how
much work we are doing and spread the work out so that if one person is getting a lot of tasks, we
can shuffle those off to somebody else which was something that we were doing via
communication during that first part of the pandemic. But being able to use the ticketing system
has made it a lot easier. And that will definitely carry on and be something that we continue.
TW:

So, how would you gauge your mental health and well-being over the course of two years of a
pandemic both professionally and personally? Do you feel that the little reminders to get up and
go for walks, take extra breaks, find fun training activities, do other things? Or, are there some
lingering effects of the pandemic and the stress that was involved in living and working in a
pandemic have?

LR:

For me, it, kind of, depended. Like, I could go a whole chunk of time and I’d be totally fine and
everything was great.

[00:46:00]
And then, all of a sudden, it would be, like, ugh, this is really rough. This is hard to deal with.
And I’ve have a couple of weeks of I really don’t like doing this. This is miserable. I need a
change. I need something different. And then I could find something that could be a catalyst for
change for me and I’d be okay again for a little while. And then, that would start to get old. And
then I’d be like, oh, great. Here we go again. And so, I felt like I had to be a little more creative
in what I did.
I know early on there were little things that I tried to do to convince myself that I was still in the
building. Like, if I took a call from someone… So, my office is on the third floor. If I took a
call from someone who happened to be down in Circulation on the first floor, then I would go
over to my – after I took the call and took care of it, I would go over to my step-aerobic bench
and I would walk the same number of steps that I would have if I had gone to their unit. You
know, just to feel like I was physically doing something. So, I had to be kind of creative in that
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way which was a little weird sometimes, some of the things I have to come up with. But that
helped doing that.
I know admin tried to check in with us. And they did a really good job at the beginning. But
then, it kind of fizzled out. And which was about the time when I needed someone to check in
with me. So, that was a little disappointing. I wish that that had kept going a little bit further. But
I know there was change going on with administration and all that. And so, I think some of that
just kind of got dropped along the way. Yeah.
I’ve learned a little bit more about myself; how well I work in different situations, what things,
what supports I need in order to feel like I’m doing, you know, giving 100 percent on my job. So,
that was good. That was helpful.
[00:48:01]
I identified some weaknesses that I had. I identified some strengths that I had. And what has
been nice is because of that good communication that we had from the very beginning, it’s been
really nice that we’ve been able to discuss those as well. And I feel like our team has been really
good about being able to support each other based on what strengths and weaknesses we have as
well. So, from a professional point of view, I think our unit as a whole kind of came together
really well. And I think that’s helping us even now because we learned a lot about each other
during that, so. Yeah.
TW:

What were some of the biggest lessons you’ve learned from the pandemic?

LR:

Empathy. [Chuckles] I think the pandemic became very polarized. There was a lot of emotions
that went on. And I was not immune to that. I certainly had plenty of emotions going on as well.
But I did, at some point, I finally was able to, kind of, step back and say, you know what? I need
to pay attention to why someone has this much emotion going on. Because you don’t know. You
don’t know how the pandemic is affecting them on a personal level or on a professional level.
And, you know, you hear about different people who are losing family members or friends to it.
And other people who were in denial over the whole thing. And just how frustrating that could
be to the people around them. So, I think, for me, number one was empathy. And not judging
people, or trying not to judge people.

[00:50:05]
Can’t always say that I was successful on that either, but doing my best to not judge people. I
think too, from a professional point of view, I think it was interesting to watch how many people
across campus, having been away from campus, and then coming back, they realized that what
had been going on on campus before was maybe not necessarily the best way of doing things.
And being away from it and realizing that they could be really flexible, and things could be a lot
more flexible. And then, coming back and trying to fit back into a rigid, into the way that we
used to do it. I think there were a lot of people who realized that it didn’t work that way
anymore.
We’ve changed. I think we as a people have changed because of this. And some of the things
that we did before just aren’t, they don’t work the way that they used to. And so, I think a lot of
us have had to look forward a little bit more and say, how can we change? How can we make this
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work in this new way of doing things, in this different way of looking at things? Because it’s
affected all of us. We’ve changed. The way that we need to do things needs to change with us.
So, and I think, at first, that also created some high emotions as well. But I think that’s
smoothing out quite a bit now.
TW:

Is there anything else you’d like to add about your or LIT’s experiences with the Covid pandemic
at Utah State University?

LR:

I think it was a great learning experience. I think it was kind of interesting that it definitely
forced some change. I think there were quite a few things from a technology point of view that
we had always wished we could do, but because of the traditions that we’ve had, weren’t able to
do.

[00:52:10]
But this, kind of, forced us out of that tradition bound way of doing things. And it actually, kind
of, broadened our ability as far as what we can do with technology. And I think it gave people a
better perspective of what technology can do to help. And that technology can actually do an
awful lot. So, I think from the LIT perspective, being able to get into that technology was, I think
that was big for us.
TW:

LaLine, I’d like to thank you for taking the time this afternoon discussing your experiences with
the Covid pandemic at Utah State University.

LR:

Thank you.

[End recording – 00:53:00]
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